Good Customer Service
By J. R. Broadbent, a Registered Representative & General Securities Principal of OMNI Brokerage, Inc.

Good customer service is the lifeblood of any business.  It is about bringing customers back.  And about sending them away happy – happy enough to pass positive feedback about your business along to others, who may then try your service for themselves and, in turn, become repeat customers¹.

From an Exchanger’s standpoint, the 1031 exchange process can seem complex and daunting with its rules and time deadlines.  Also, Exchangers may view the services of Qualified Intermediaries (QI) to be similar.  I have noticed many good marketing approaches by QIs in an effort to distinguish themselves.  Might I suggest that good, consistent customer service may be the best way to ensure long term profitability.  

The essence of good customer service is forming a relationship with customers – a relationship that the individual customer feels that he would like to pursue.  Remember, you will be judged by what you do, not what you say¹.  The following are simple actions that may be helpful reminders of good customer service.

· Be Courteous:

Common courtesy and good manners can go far towards leaving your customers with a good impression of your business.  

Example:  Respond to voice messages and emails promptly.  I suggest within an hour or by the end of the day if possible (24 hours at latest).

This courteous act lets callers know that you acknowledge the importance of their call and shows your willingness to help.

· Be Knowledgeable:

Since the 1031 process can be complex and confusing to Exchangers, you must have the knowledge and ability to explain simply to some and provide extreme detail to others.

· Under Promise, Over Deliver:

Establish expectations that can be met.  Your meeting these goals can provide great satisfaction to customers.  Reliability is one of the keys to a good relationship.  Think before you give a promise because nothing annoys customers more than a broken one.

· Listen to the Exchanger:

What is his/her situation?  What is he/she trying to achieve?  Let your customer talk and show that you are listening by making appropriate responses and suggestions.  Show you care.  Enjoy your conversations.

· Deal with Complaints:

No one likes hearing complaints.  If you give the complaint proper attention, you may be able to turn a negative situation into a positive one.  Customers will remember your efforts in handling their concern and may be more likely to do repeat business or refer another.

· Ask for Feedback and Follow Through:

Ask your customers (either by survey or phone calls) how you can continue to serve them – even better.  Find out why they chose you then keep on doing it.  Find out where you can improve then make necessary changes to your process.

I have found these six elements of good customer service very valuable in building my business.  Direct benefits have included higher job satisfaction, repeat business, and lots of referrals from happy clients.  Include among your 2006 business resolutions the goal of good, consistent customer service!
¹Ward, Susan. Your Guide to Small Business. Canada: About, Inc., 2006.
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